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service firms. Pages 72-77. 

Grab Hold of the Grapevine, by Judi Brownell. The 
grapevine is the fastest communication device in any business, 
yet managers usually fail to tap into it. Here’s how you can use 
your operation’s grapevine as a fast and effective 
communication line, direct to your employees. Pages 78-83. 


Advertising Your Hotel’s Position, by Robert C. Lewis. The 


lodging industry has caught on to marketing and positioning in a 
big way. But there still is room for improvement, by focusing on 
the customer and not on the product. Selected examples from 
ad campaigns show how. Pages 84-91. 


1990 Educators’ Forum 


* Graduate Education: The Next Frontier, by Michael R. 
Evans. Here are some thoughts on how to structure an effective 


graduate-education program. Pages 92-94. 


* The Essence of Meetings Management, by Kye-Sung 
Chon and Howard Feiertag. A number of colleges with 
hospitality-education programs are now offering courses in 
meetings and conventions management. Here’s what meeting 
planners want to see in such a course. Pages 95-97. 

* AIDS in the Hospitality Curriculum, by Bruce /. Lazarus. 
This article reports on the status of AIDS education in hospitality 
programs and recommends ways to improve the level of AIDS 
awareness among students. Pages 98-100. 

* How History Contributes to Critical Thinking, by J. W. 
Chesser. The author reveals how hospitality students found out 
that learning about the history of hospitality was a valuable 
experience. Pages 100-102. 

* Ex Parte Quinton: The Case for Hospitality Law, by 
Wayne Quinton. Hospitality programs should include the study 
of hospitality law. This article explains why. Pages 102-104. 

* Measuring the Value of Experiential Learning, by 
Chekitan S. Dev. The author reports on the results of a new 
marketing course, in which he asked his students to apply 
marketing-communication tools to business situations in the 
community. Pages 105-107. 

¢ Hypertext: Publishing Method of the Future, by Pamela 
A. Weaver and Ken W. McCleary. The authors explain why 
hypertext will supplement or replace the current version of the 
printed journal. Pages 108-110. 

¢ Fasutous: The Culinary Data Base, by Thomas Neuhaus. 
Through words and pictures on a computer screen, FaBuLous 
(Food and Beverage Undergraduate Learning on a Unix 
System) shows students how to prepare a food item and to build 
a menu before they ever get into the kitchen. Pages 111-114. 

* Lessons from Bafa Bafa, by Robert H. Woods. The author 
describes this classroom exercise that helps future managers 
experience how members of one culture may feel when 
subjected to work rules and customs from another culture. 
Pages 115-118. 
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Putting Up the Ritz: Using Culture to Open a Hotel, by 
William E. Kent. The author was invited to be at the Ritz-Carlton 
Pentagon City during the seven days prior to its opening. In this 
article, he explains how Ritz-Carlton spreads its corporate 
culture through its pre-opening activities. Pages 16-24. 

A Cost-Saving Approach to Housekeeping, by Paul Kirwin. 
The author presents a money-saving plan for compensating 
housekeepers. The results are lower turnover, more efficient 
cleaning for the hotel, and better pay for the employees. Pages 
25-27. 

Westin at 60: Oceanography and Aoki, by A/ Glanzberg. 
With a new corporate parent, Westin is determined to resume its 
plans for expansion. In this article, former Westin president 
Lawrence Magnan comments on the company and his 
relationship with the Aoki organization. Pages 28-31. 
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A Support System to Mitigate Manager Burnout, by Mzry 
H. Tabacchi, Christopher Krone, and Bonnie Farber. This article 
reports on a study of 199 food and beverage managers and 
explains what these managers had to say about the role of 
friends and colleagues in preventing “burn out" from the hectic 
pace and the long hours. Pages 32-37. 

Stress: Are you serving it up to your restaurant patrons?, 
by Peter Jones and Peter A. Jones. New and unexpected 
experiences can cause stress among uninitiated customers and 
jeopardize repeat business. This article describes where that 
stress comes from, offers suggestions for putting your guests at 
ease, and suggests ways to attract new markets. Pages 38-43. 

Pricing Strategies for Menus: Magic or Myth?, by JoAnn 
Carmin and Gregory X. Norkus. This article describes psycho- 
logical pricing and presents a study on the relationship between 
price and restaurant-patron buying behavior. Pages 44-50. 

An Engineer’s Approach to Cuisine, or How American 
Airlines Built a Top-Rated In-Flight Food Service, by A/ 
Glanzberg. \n a food-service competition, American Airlines beat 
out nine other international carriers. This article reveals how 
American did it and introduces the person who led the airline’s 
food-service effort, Jeffrey Katz. Pages 51-53. 

Marketing Practices of Hote! Chains, by Chekitan S. Dev. 
Marketing-planning procedures have achieved considerable 
sophistication in the last ten years. This article describes 12 
companies’ approaches to such planning and shows that most 
hotel chains have recognized the critical role of the marketing 
function in the success of their operations. Pages 54-63. 

internationalizing Your Hotel’s Welcome Mat, by James C. 
Makens and David L. Edgell. By internationalizing your hotel’s 
welcome mat, you can enjoy increased profits and a stimulating 
diversity of guests. This article shows how to develop an 
international market for your hotel. Pages 64-70. 

Training: Key to Effective Reservations, by Barbara-Jean 
Ross. This article presents an outline of a plan that combines the 
best elements of the training programs used by Hyatt, Carnival 
Cruise Lines, and American Airlines in training those responsible 
for booking reservations. Pages 71-79. 

Profit Analysis: Beyond Yield Management, by Kate D. 
Dunn and David E. Brooks. Yield management has been a 
successful short-term technique for adjusting prices to market 
conditions. This article introduces a more-thorough model that 
links financial and marketing goals by reporting revenue, 
expenses, and profit by market segment. Pages 80-90. 

The Hotel Controller Revisited, by A. Neal Geller, Charles 
L. Ilvento, and Raymond S. Schmidgall. This article presents the 
results of a survey of more than 300 hotel accountants and 
controllers, and makes some comparisons with a similar survey 
conducted in 1983. Pages 91-97. 

Japanese Hotel Investment: A Matter of Tradition and 
Reality, by Tadayuki Hara and James J. Eyster. This article 
expfores the reasons for Japanese investments in hotels in the 
United States through December of 1989. Pages 98-104. 

Debt Hitch-Hiking: How Hotels Found Low-Cost Capital, 
by Avner Arbel and Robert H. Woods. This article shows how 
some hotel companies have been “paid” to borrow money, and 
how to achieve a net negative cost of capital. Pages 105-110. 
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“Three Ps” Spell Success for Trusthouse Forte 
Executive, by A/ Glanzberg. A clear focus on people, product, 
and profits has helped propel Alfonso Giannuzzi to a top job with 
Trusthouse Forte. In this profile, Giannuzzi shares some of his 
thoughts on successful hotel management. Pages 19-23. 


Marketing Your Community: Correcting a Negative Image, 
by Zafar U. Ahmed. This article presents some marketing 
methods for offsetting a bad image, whether the reputation is 
deserved or not. Pages 24-27. 

Revitalizing Tourism in Northern Ireland, by A/ Glanzberg. 
Officials in Northern Ireland are attempting to lure tourist traffic 
back to the beautiful northern region of Uister. This first-hand 
account describes how. Pages 28-30. 

Marketing Your Community: Image Analysis in Norfolk, 
by Kye-Sung Chon, Pamela A. Weaver, and Chol Yong Kim. The 
Norfolk Visitors Bureau wanted to attract people taking “mini- 
vacations.” Using Norfolk as an example, this article explains 
how destination marketing organizations can analyze the travel 
market in their state or neighboring states. Pages 31-37. 

International Hotel Ventures: Back to the Future, by Hana 
Ayala. This article describes “hotel” concepts native to Spain, 
Japan, and Mexico thai offer valuable development concepts 
that can be adopted elsewhere. Pages 38-45. 

Training for Tradition at Opryland Hotel, by Marc Clark. 
From orientation on a new employee's first day to ongoing sem- 
inars in each work area, Opryland stresses training and educa- 
tion at every level, as described by this article. Pages 46-51. 

Middle Managers: Facing the Communication Challenge, 
by Judi Brownell. Effective communication is a vital element of a 
well-run organization. This article looks at how middle managers 
overcome their communication problems. Pages 52-59. 

Variance Analysis: Evaluating Hotel Room Sales, by 
Joseph A. Russo, Jr. Variance analysis allows managers to 
assess the numerical results of their decisions. This article 
shows how to use variance analysis to investigate the inter- 
related effects of room rates, occupancy rates, and room supply 
on profitability. Pages 60-65. 

Inflation and Hotels: The Cost of Following a Faulty 
Routine, by Avner Arbel and Robert H. Woods. This article 
explains why the cost-plus approach to setting room rates during 
the past two decades was ill-advised, and points out that future 
inflation rates may pose problems unless the industry uses tools 
such as yield and revenue management. Pages 66-75. 

Capacity Management: Making Your Service Delivery 
More Productive, by Brian T. Sill. A critical element in the 
success of any restaurant is to make the most efficient use of the 
operation’s capacity. This article shows how to make your 
service-delivery system more effective. Pages 76-87. 

Restaurant Valuation: A Financial Approach, by Douglas 
P. Fisher. The most effective approach to determine a 
restaurant's value is the weighted average capitalization of a 
restaurant's maintainable cash flow. This article provides a step- 
by-siep description of that approach. Pages 88-92. 

A Walk-Through Audit to Improve Restaurant 
Performance, by James A. Fitzsimmons and Gavin B. Maurer. 
Customers’ perceptions of service and of the restaurant 
environment are important factors in evaluating service design 
and delivery. This article reports on the findings of a “walk- 
through audit.” Pages 94-99. 

Aicohol-Service Liability: What the Courts Are Saying, by 
Gerald D. Robin. This article reviews modern alcohol-service 
legislation, the courts’ response to a number of specific liability 
suits, the importance of server-training programs, and the status 
and implications of social-host liability. Pages 100-105. 

De Facto Security Standards: Operators at Risk, by 
Denney G. Rutherford and Jon P. McConnell. Security standards 
implied by court decisions are as important as those required by 
law. Here's a review of those decisions and a survey of owners 
and operators that shows which standards hoteliers consider 
important and which are controversial. Pages 106-112. [| 
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